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第四章：Z 公司大客户服务经理绩效管理体系的改进建议。本章从 Z 公司的
经营战略入手，结合第三章中现有绩效管理体系的优劣势，提出了解决方案和改
良措施。 
第五章:  结论。 
 













   
    
Abstract 
The service quality competition is the competition focal point of telecom industry 
marketplace in future. And the service for important customer is the work focal point 
of carrier. The customer service managers directly service for the important customer, 
so they have direct relation with the company’s fate. The company who makes every 
effort to develop should try its best to work out a set of effectively performance 
management system to reserve and stimulate the important customer service managers, 
ensure the important customer service work carrying out smoothly and effectively. So 
that it can occupy service competition's advantage in future. In this paper, I try to find 
out how to work out a set of effectively performance evaluation system to stimulate 
customer service manager, thereby to improve their enthusiasm and work quality, and 
make company gain strategy advantage in market competition. 
This paper analyses performance management system of Z company, according to 
the theory of  KPI(Key Performance Indicator)、BSC(Balance Score Card) and 
performance management theory, company ‘s industry environment and company’s 
strategy. Discover problem and put forward some suggestions to improve it. 
This paper is consisted of 5 chapters as follow:  
Preface：Introduce the background of telecom industry, the issue and frame of the 
thesis. Introduce the developing course of telecom and present the competition 
situation of telecom industry after several reform and reconstruction in China, then 
illustrate the issue and frame of the thesis as well. 
Chapter One: Introduce performance management theory. Introduce what is 
performance management and how to work out performance management system. 
Chapter Two: Background of Z Company and its Group Client Department. 
Introduce company’s history、business status and the current organization structure. 
Introduce its Group Client Department’s responsibility and human resource state. 
Chapter Three: The introduction and analysis of the present Customer Service 
Managers’ performance management system of Z Company. First introduce the present 
Customer Service Managers’ performance management system of Z Company, then 
analysis and prove the main problem of present system. 
Chapter Four: The suggestion to improve the present Customer Service Managers’ 














company’s strategy and the main problem of present system, put forward resolve and 
improvement measure.  
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中心），建立一支专门的大客户服务队伍，对大客户实行一对一的服务。 













    随着时间的推移，各大运营商的网络建设都趋于完善之后，运营商在网络
服务能力方面将都趋于平衡，在经历过了激烈的价格战之后，各大运营商都很
难再继续以资费来吸引客户。因此今后的竞争焦点将逐渐转移到服务方面的竞
争。根据 80/20 原则，占公司用户数 20%的客户为公司提供了 80%的收入，因此
大客户的服务竞争更成为了电信运营商今后 重要的工作内容之一。 
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    绩效管理主要是从企业战略的角度出发对企业、部门和个人的绩效进行管理，
                                                        
① 程文文， 《人力资源管理》课程材料 （IMBA 专用）， 厦门大学管理学院， 2007 年 2 月 
② 程文文， 《人力资源管理》课程材料 （IMBA 专用）， 厦门大学管理学院， 2007 年 2 月 
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